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PM Praises Quality Efforts 


t is said that actions speak louder 
| than words. This was especially true 
on October 11th when Treasury Board 
President Marcel Massé made a site visit 
to CML Technologies in Hull, Québec. 
As a recognised leader in the design 
manufacture and marketing of advanced, 
cost-effective telecommunications 
systems, CML was recently awarded an improved 
ISO 9001 standards accreditation for 1994 from its 
original 9000 accreditation last year. 


CANADA 


PRIME MINISTER « PREMIER MINISTRE 


| am pleased to join the National Quality Institute in recognizing 
National Quality Month 96. 

Throughout Canada, the drive for quality is on the rise as gov- 
ernments and businesses respond to the challenge of fast- 
moving economic change, Leading the way are those public 
and private sector organizations that have identified the 
cornerstones on which they can build success and have 
developed the methods and processes necessary to deliver 
quality goods and services. 


As Prime Minister, | am particularly proud of the high quality of 
services that the Government of Canada is furnishing to 
Canadian entrepreneurs who are seeking inroads in foreign 
markets. Throughout the 1990s the export sector has been the 
engine of growth in the economy, to the point that one-in-five 
Canadian jobs now depend on trade with other countries. With 
ments are not new to the public service, the public ae ae ne i va fe de ore fe re = 
release of these commitments will build on the success ro ree STE 3. Ope Ing ead des 
5 ‘ oa Fae of companies which export to foreign markets by the year 

~ of quality and service standard initiatives in progress. ~ 2000: Many ifinovative new initiatives are already underway. 
As part of the government's commitment to An international Business Opportunities Centre, established 
“Getting Government Right” elements of the quality last fall, has already helped almost 6,000 Canadian companies 
services initiative; including service standards, have’ access new business opportunities from around the world. A 
been implemented across government departments market research centre has been established to provide 
and agencies. Judging from the level of enthusiasm and market intelligence and other information to exporters to 
support for these improvements, public servants deserve strengthen our ability to compete in foreign markets. And 
to feel proud of their ongoing efforts to continuously twenty-three national sector teams of public and private sector 
improve the delivery of services to Canadians. representatives are working together to devise action plans to 

target international business development more effectively. 


But our efforts will not stop there. In partnership with the 
Private sector, and with the help of dedicated organizations 
such as the National Quality Institute, we will continue devei- 
oping programs and initiatives which further strengthen our 
position as a trading nation and help Canadian companies 
realize success in foreign markets. 

| commend the National Quality Institute for providing this 
national focus on quality, Please accept my very best wishes. 


Mr. Massé took this occasion to commit the 
Government to seven principles of service by means 
of a service pledge that was inserted into the cheque 
envelopes of 5.4 million Canadians. The service pledge 
outlines the level of service Canadians should expect 
when dealing with federal government offices. Beginning 
in October, Canadians receiving government benefits 
as well as all federal employees, will receive a copy of 
the government commitment to quality services. While 
developing service standards and making quality improve- 


The Government of Canada is committed 
to delivering quality services to Canadians 
that: 
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* are prompt, dependable and accurate; Hl 
* respect dignity, individual rights, privacy H 
and safety; H 

* comply with the Official Languages Act i 
* are good value for money, and consolidated H 
for improved access and convenience; 1 

* communicate applicable rules, decisions Hl 
and regulations; | 

* are regularly reviewed and measured against! 
published service standards; H 

© are improved wherever possible, based on \ 
client suggestions, concerns and expectations. H 
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Canada’s Quality Efforts Go International 


Norway Interested in Canada’s Service Quality Initiatives 


n September 30, 1996 


The Treasury Board 
a four day visit from 


a result, is particularly 
interested in Canadian 
Public Service experiences. 


The Norwegian team 
visited the Office of the. 


Secretariat hosted Auditor General on October 2. 


September 30 began with As a result of the recent OTTAWA 
Roger Josevold and Kjerstin Eiinametonalerttange Auditor General's Report on 1996 eee 
Spangberg from Statskonsult, Service Quality, Roger and 


of quality concepts with 
the Innovative and Quality 
Services Group at Treasury 


the Norwegian Policy 
Centre for Organisational 
Development, Information 


Kjerstin were interested in 
the Canadian approach to 


evaluating quality in the approach combines many 


the world challenged with 


Technology and Quality 
Approaches to Management. 
The Norwegian team 
made the original contact with 
Treasury Board Secretariat 
as a result of discovering our 
Quality Service Guides on the 
Internet. Norway is currently 
in the development stages 
of the first of their Quality 
Service Guides and, as 


ivi 


Secretariat 


Treasury Board of Canada 


Board Secretariat 

Then on October 1, 
which coincidentally marked 
the beginning of Quality 
Month, the Norwegian team 
spent the day at Natural 
Resources Canada (NRCan) 
learning about the depart- 
ment’s Quality Transformation 
from Dr. Marc-Dennis Everell, 
NRCan’s quality champion. 


Secrétariat 


Conseil du Trésor du Canada 


Public Sector, 

The Interdepartmental 
Quality Network meeting of 
October 4 featured the 
Norwegian team as keynote 
speakers. They discussed 
quality progress in Norway 
and highlighted the “One- 
Stop-Shop” pilot project which 
Norway is currently undertak- 
ing. This one stop shop 


Please read and pass on to colleagues 


areas of program delivery into 
one location for the remote 
areas of Norway, where 
citizens must travel long 
distances for Government 
services. The project has been 
accepted and endorsed by 
the Norwegian public and the 
ministries involved in the pilot 
Our exchanges with 
Norway show us that Canada 
is not the only country in * 


Public Sector service innova- 
tion. This visit demonstrated 
that Canada’s initiatives in 
quality service set us apart 
as an international public 
service leader. 


For more information contact: 


7-9686 


4-9094 
Lie § tpt 
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‘Office on the Go’ 


Latest HRDC Innovation 


(LAO’'s) spend much 

of their day on the run 
going from one worksite to 
another, inspecting, enforcing 
labour and fire codes, 
conducting safety and health 
education, and until recently, 
rushing back to the office to 
check facts and update files. 


| abour Affairs Officers 


Now Mark Fougere, 
a Labour Affairs Officer 
with Human Resources 
Development Canada (HRDC), 
and others like him will be 
able to deliver services faster 
and more effectively thanks 
to a new kind of ‘Office on 
the Go’, known as Mobile 
Labour Affairs Office. 


An innovative approach 
to working, this mobile work 
station consists of a laptop 
computer, printer, modem 
connections to the local 
area network of HRDC, a 
cellular phone, fax and e-mail 
capabilities. LAO’s can now set 
up shop at clients’ worksites, 
or locations away from 
Regional offices, and have 
access within minutes to data 
required, including assignment 
dockets, labour codes, stan- 
dards, and program directives. 
It also allows them to file 
reports from the field. 


“The idea of equipping 
LAO's with a mobile work 
station came from a pilot 
project conducted several 
years ago,” says Fougere. 
Consultants concluded that 
the new system resulted in 
increased efficiency and 
client service. “The intent 
of the new technology is to 
put people out into the field,” 
he says. 

“With the new set-up, 
inspectors can immediately 
enter all data, including 
violations. The conventional 
method involves returning to 
the office with hand-written 
notes, and entering data . 
there, A mobile work station 
will speed this process and 


allow ease of communication 
among fellow officers,” 
says Fougere 

He adds that he can also 
quickly check the file for 
notes at a site visitation to 
confirm previous compliance 
activities of an employer. “No 
matter where I am located, 
I can phone my office and 
they can fax me a copy of the 
last order we issued to this 
employer and the response 
we received.” 


Fougere piloted the 
system in the Nova Scotia 
region, but full implementa- 
tion across the country is now 
completed. Training of eight 
LAO’s in the Nova Scotia 
region, and other LAO’s across 
Canada, was completed 
in July 1996. 

Trainers Chris Hayes, 
from National Headquarters 
(NHQ), Michel Labrecque, 
from the Ottawa District 
office, Ron Dooley, HRDC- 
NF ld, Pierre St-Arnauld, 
HRDC-NB, and Nova Scotia's 
own Mark Fougere worked 
with LAOs to build their 
skills and confidence in using 
the new system. Because 
it's a different way of doing 
business, it will be a while 
before all officers acquire 
and are able to fully 
utilise their new skills, but 
they’re supportive of the 
concept and the efficiency it 
brings to their jobs and 
service delivery. 


“By 1998-99 we expect 
to see the full impact 
of the new procedures,” 
says John Burton, Director 
of Training and Client 
Education, NHQ. 


Although the ease of 
inputting and receiving data 
will have more impact in 
geographically remote areas 
like Northern Ontario, the 
biggest improvement to 
come from this system in 
Nova Scotia will be the 
ease of accessing information. 


Labour Affairs Officers from NS, N.B. and NFLD receive training in the Nova Scotia Region. 


For example, when one of the 
10 inspectors in this region 
visits a federal worksite, the 
officer will have ready refer- 
ence to regulatory decisions 
for specific situations. 


“It allows them to 
be more effective,” notes 
Sandy MacIntosh manager of 
the Labour Program. “The 
detailed references are with 
them and they won't have 
to go back to the office to 
research the data.” 


MacIntosh says 85 to 
90 per cent of activity is 
planned in advance. But if 
an inspector out on location 
decides that something 
needs checking, he or 
she can instantly pull up 
information on contact 
people and see the results 
of previous inspections. 


The objective of a Mobile 
Labour Affairs Office is bet- 
ter client service, and a more 
efficient way of working for 
LAOs across the country. 


For more information contact: 


(national) 

Michel Labrecque, HRDC 
Tel.: (613) 998-6839 

Fas: (613) 990-3596 


(regional) 

Mark Fougere, HRDC 
Tel,: (902) 426-9071 
‘ax: (902) 426-8724 


Community Volunteer Income Tax Program 
(CVITP) at Revenue Canada 


Got some free time at tax time? Join the CVITP team! 


It’s no secret that many Canadians have trouble completing their income tax forms — but 
some people have a harder time than others. 


Your skills could make a huge difference to anyone in need of extra help at tax time, such 
as seniors or those people new to Canada. Revenue Canada helps you help them while at the 
same time saving valuable resources because of reduced enquiries. 


Revenue Canada sponsors the Community Volunteer Income Tax Program with volunteers 
from both the public and private sectors. You don’t have to be a tax whiz to join, because clients 


who sign up for this program have straightforward tax situations. 


“For 25 years CVITP volunteers have been helping clients understand their income tax 
obligations and get their tax credit entitlements, but now interest in this program is really taking 
off. In 1996 alone, almost 15,000 volunteers in the CVITP helped more than 235,000 people! 


“Numbers of both volunteers and clients helped have more than doubled since 1990,” says 
Monique Sike, national CVITP co-ordinator, “organizers are always looking for more people to lend 
a hand, and now we hope to encourage other public servants to come out and offer support.” 


Since many public service employees already volunteer in their communities, they can 
easily introduce the CVITP to their neighborhoods to help those in need. In turn, many CVITP 
volunteers return every year, which not only helps maintain program continuity in their 
community, but is also an indicator that this program works... for everyone. 


CVITP training sessions will start in December, January, or February, depending on the 
schedule at your Tax Services office. 


To take part please contact: Monique Sike 


Tel.: (613) 957-9370 
Fax: (613) 941-5100. 


SS 


orrectional Service 


of Canada Revolutionizes 
Decision-Making! 


ecision-making in the 
) Correctional Service 

of Canada (CSC) will 
aver be the same again. 
o more do managers have 
) make decisions based on 
it-of-date data or informa- 
on of questionable validity. 
o more do managers at 
wer levels wonder what the 
inister’s or Commissioner's 
sition is on critical or sensi- 
ve issues, No more do 
anagers have to wait hours 
‘days to read the news 
ippings. Likewise, gone 
‘e the days when managers 
ere ignorant about where 
iey stood in relation to other 
anagers or whether budget 
locations were fair. Since 
992, CSC has transformed 
le processes by which man- 
gers and staff gather and 
ialyze information before 
aking decisions that might 
idanger the safety of staff 
- the public. CSC achieved 
is through the purchase and 
odification of commercially 
vailable software to develop 
1 executive information 
stem (EIS). 


In 1992, CSC took a 
ically new approach to 
formation management by 
eciding that all information 
ad to be available on the 
=sktops of all managers. 
ith ready availability of data, 
manager could now easily 
ssess performance against 
her units and regions ona 
ide variety of subject areas. 
ne result was that man- 
gers, who were now able to 
cess every other manager's 
idget, made it known that 
ie limited resources of CSC 
ere distributed inequitably 
some cases. CSC began 
ie Equitable Resourcing 
roject due to the concerns 
<pressed, and fair resource 
allocation was the result. 

Using the EIS technology, 
ata access and distribution 
ade previously inaccessible 
ita available to managers 
id analysts alike. For exam- 
le, by manipulating data 
ithin the EIS, a financial 


analysis takes only minutes 
to prepare rather than days, 
which was the case before the 
EIS. Another unexpected 
benefit occurred when man- 
agers, who now were viewing 
information from their own 
units, saw that incorrect data 
input had occurred and could 
request corrections. Similarly, 
when data became readily 
available to all the staff 
instead of only the few 
employees capable of directly 
accessing the data base, data 
quality improved markedly. 


Be it the Commissioner 
or a front-line manager ina 
distant office, such as the 
Yellowknife Parole Office, all 
employees have access to 
exactly the same information. 
Today, 400 managers and ana- 
lysts access the EIS across 
the country from St. John’s, 
Newfoundland to Victoria, 
British Columbia. During 
normal working hours, a 
variety of modified screens 
are placed on a central host 
computer, At night, each 
user's personal computer logs 
automatically onto the host 
computer and checks for new 
information to be electroni- 
cally transmitted to the PC. 


Key performance 
indicators of particular inter- 
est to the Commissioner of 
Corrections are displayed 
under an icon entitled the 
Commissioner's Corner. 
This section graphically 
displays long-term trends so 
that undesirable tendencies 
become readily apparent, 
thereby facilitating appropri- 
ate decision making for 
managers. This is a feature 
truly unique in any govern- 
ment department. 


How many staff members 
maintain the EIS? Only two 
employees work full-time 
to create and distribute 
screens and data models. 

A number of other staff 
members play support roles 
in the maintenance of the 
EIS. Usually these are 


Agriculture and Agri-Food Canada 
Achieve International 
Quality Certification 


Agriculture & Agri-Food Canada (AAFC) continues to move into the world of interna- 
tional standards (commonly known as ISO) as well as quality, on a number of fronts. An 
example of this drive is outlined below. 


ISO 9002 — Food Research and Development Centre (FRDC) 


St-Hyacinthe, Quebec 


The Industrial Program within the FRDC was instituted in 1992 as a direct response 
to needs expressed by the industry. The Program incorporates the Centre's business style 
characterized by flexibility, efficiency, versatility and confidentiality. It offers private sector 
industries access to otherwise unavailable plant equipment as well as to some specialized 
services. But a new registration process to reduce the volumes of paper while speeding up 
response time had to be designed. Both the Centre and its clients realized that ISO certifica- 
tion was the key to improving the Centre’s competitive position. Obtaining ISO 9002 certifica- 
tion was a logical step in the Centre's evolution. 


In March 1996, the Industrial Program Team obtained the ISO 9002 certification on its 
first try. The team is especially proud of this success since only 15% of first-time applications 


are successful. 


The certification actually marks a number of firsts: 
! The centre is the first federal organization to obtain its certification with a paperless 


quality system. 


their quality system. 


It is the first organization within AAFC to obtain ISO 9002 certification. 
It is among the very few service firms adopting the ISO 9000 standard as the basis of 


Complementing its ISO certification the Centre is dedicated to: 
understanding its client’s expectations; z= 
providing a professional service at the best cost; and . 
making each client's visit a quality experience. 


The Food Research and Development Centre anticipates a significant increase in 
business as a result of its ISO certification. 


For general information on quality 
service in AAFC, contact: 


Rick Balson 


Coordinator, Quality Service 


Tel.: (613) 759-6842 
Fax: (613) 759-6728 


For more information on ISO 9002 
at St-Hyacinthe call: 


Pascal Deleu 

ISO Coordinator 
Tel.: (514) 773-1105 
Fax: (514) 773-8461 


“information providers” 
who are experts in some 
area, such as parliamentary 
relations. These experts are 
furnished with automated 
tools that permit them to 
easily update the EIS once 
they have completed their 
regular job, such as preparing 
a briefing note to the 
Minister. As much as 
possible, little extra work 
is required by staff to 
maintain the EIS 

For a relatively small 
investment and continuing 
maintenance, the CSC has 
provided its managers with 
a solid base for decision 
making —a base that is 
ever being expanded and 


improved. As Wayne Scissons, 
the Warden at Collins Bay 
says “I’m 200 km and four 
floors away from our national 
headquarters and EIS is my 
window into that reality. 

With timely, relevant new$ 
clippings and media reports, 
briefing notes on current 
issues, financial data in an 
easy-to-read and understand- 
able format, daily incident 
reports, etc... what more 
could a manager who wants 
to be in-the-know 

want, or need?!” 


Martin Devenport 
Correctional 
Service Canada 

Tel.: (613) 992-8415 
Fax; (613) 992-1475 


Page 4 Fall 1996 


Libraries pool valuable resources 


How Health Canada Delivers 
Specialized Training 


September 1996 will mark the second anniversary of the HC Drugs 
Programme's Continuous Learning and Development Office (CL&D Office). 
The CL&D Office continues to develop and deliver programme-related, 
custom-tailored learning programmes based on employee-identified require- 
ments, as well as strategic and operational priorities. As its curriculum is tai- 
lored for the specialized science-based environment of the Drugs Programme, 
it does not duplicate services or courses offered by other departmental 
corporate entities such as finance, human resources or informatics. And 
employees across the country have easy access to the curriculum, which is 
advertised on the Programme's electronic Net. 


The CL&D office has partnered with pharmaceutical industries and asso- 
ciations as well as the U.S. Food and Drug Administration Staff College in order 
to offer custom-tailored training programmes dealing with issues such as 
biotechnology and inspection of blood bank facilities. One recent example of 
such a partnership was the establishment of a Centre of Interdisciplinary 
Development, Regulation and Utilization of Medicines (CIDRUM). The CL&D 
Office, in collaboration with the University of Montreal's Faculty of Pharmacy 
and the pharmaceutical industry, assumed a major role in the development and 
delivery of this programme, which is intended to increase the knowledge and 
skills of scientists and professionals involved in the development, regulation 
and utilization of medicines. This programme will contribute to the Drugs 
Programme's continuous learning and development initiatives as well as help 
people in other countries understand Canadian regulatory requirements. 


In addition to the development of partnerships with internal and external 
organizations, the CL&D Office owes much of its success and effectiveness to a 
number of other key factors. One factor is that staff committees representing 
specific disciplines identify the training requirements, and courses can then be 
custom tailored to meet Drugs Programme employees specialized needs. 
Another factor is that CL&D staff, with their scientific backgrounds, wealth of 
experience and enthusiasm, deliver many of the Drugs Programme's training 
modules themselves. By having in-house staff with scientific backgrounds, who 
can understand, address, and deliver this extremely specialized training, is 
beneficial to all Drugs Programme employees. 


Ted McNeil, HC Wayne Nitchuk, Ph.D., HC 
Tel.: (613) 941-5441 Tel.: (613) 941-5442 
Fax: (613) 941-5534 


Fas: (613) 941-5534 


Editorial Policy 
EEE Ss ss 


TRANSFORMATION 


Transformation publishes stories on how federal public service employees 
are meeting challenges in providing quality services in today's environment. 

If you'd like to share your story of adaptive, flexible, and innovative changes 
in your federal government work area, please contact Terri Doherty: Tel.: (613) 957- 
2549; Fax: (613) 954-9094; E-mail: Terri Doherty@tbs-sct.gc.ca. 


x400: c=ca; a=govmt.canada; p=gc+tbs.stc; s=Doherty; g=Terri. 

Articles should be no longer than 500 words and should be submitted in hard 
copy and electronic formats. Stories may be edited for style and length. 

While Transformation is sponsored by the Treasury Board Secretariat, the 
opinions expressed do not necessarily reflect official views or policy decisions of 
specific departments, or of the Government of Canada. The views and experiences 
expressed are those of the authors. 

You can view issues of Transformation on the Treasury Board Secretariat's World 
Wide Web site at: http:Avww.tbs-sct.gc.ca/. 


We'd like to give special thanks to all those who have contributed articles 
for this issue! 


Visitors at Vendor's Fair 


n the eve of the 21St cen- 
tury, federal libraries, like 
— other government orga- 


nizations, are facing significant 
challenges. Reduce, restructure and 
reorganize have become part of our 
everyday vocabulary. How are 

we meeting these challenges for 
innovative, creative, yet substantive 
changes? By pooling resources! The 
Council of Federal Libraries (CFL) 
has created a Consortium which 
negotiates on their behalf to purchase 
information products and services. 


What is the CFL Consortium? 


The Council of Federal Libraries 
Consortium, created in July 1995, 
is administered by an Advisory 
Committee made up of elected 
representatives from participating 
libraries. The Consortium’s main 
goal is to get the best information 
products at the best price for the 
federal public service. 


The Consortium Coordinator 
meets with participating federal 
libraries to determine what informa- 
tion products and services are 
needed. She then negotiates 
with the suppliers for the best 
agreement, Participating libraries, 
and the Canadian library community 
in general, are informed of 
the details of these agreements 
through a monthly “Vendors 
Directory” and a bulletin on 
Internet. The Consortium’s 
operating expenses are paid by the 
libraries. The libraries are required 
to have a base purchase amount in 
order to participate in the 
Consortium. 


But first, participating federal 
libraries must sign a cost-sharing 
agreement at the beginning of each 
fiscal year based on the number 
of employees working in the library. 


Then, when agreements with suppli- 
ers are signed, the participating 
libraries receive an identification 
number which must be entered on 
order forms. This identification 
number enables suppliers to give 
discounts as negotiated with 

the Consortium. 


To date, 29 agreements are 
in place with suppliers of online 
information and tables of contents, 
bookstores, publishers, and CD-ROM 
producers and distributors, Because 
of these agreements, the 35 member 
departments and agencies repre- 
senting 80 libraries are starting 
to save money. 


At the request of the federal 
libraries, the Consortium plans to 
extend the services it offers to 
include training, group purchasing 
of basic library products, and the 
negotiation of agreements for prod- 
ucts such as library supplies, furni- 
ture, restoration products, binding 
services and the negotiation for site 
licences of electronic information. 
The establishment of a knowledge 
database for the acquisition of 
electronic information will also 
emerge in the near future. 


To further promote relations 
between the Canadian Federal 
Library Consortium and suppliers, 
a successful first-time Vendors Fair 
was organized at the National 
Library of Canada in February. It 
is anticipated that this will become 
an annual event. 


For more information contact: 


Danielle Chagnon 
CFL Consortium 
Tel.: (613) 943-1111 


Fax: (613) 947-2916 
E-mail: CFL.Consortium@ 
nlc-bne.ca 
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